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ABSTRACT

Althoughmobilemoney(MM)hasbeenexploredintheexistingliterature,therolesoftrustandrisk
inMMusehavereceivedlittleattentionfromresearchers.Furthermore,manyoftheexistingstudies
havetreatedtheseconstructsasunidimensional.Theextantliteraturealsoshowsthatperceivedrisk
hasreceivedlittleattentionfromresearcherswhohaveconductedstudiesonMM.Thus,theobjective
ofthisstudyistoexaminetherolesoftrustandperceivedriskincustomers’intenttoadoptMM
servicesinGhana.Bothtrustandperceivedriskwerebrokendownintovariousdimensions.Thestudy
involved671respondentswhowereselectedviaaninterceptapproachandanonlinesurvey.Structural
equationmodellingwasusedtotestthestudy’shypotheses.Thefindingsshowthatperceivedrisk
isnegativelyassociatedwithcustomers’intenttouseMMservicesandeconomy-basedtrust.Trust
inserviceprovidersandeconomy-basedtrustarepositivelyassociatedwithcustomers’intenttouse
MMservices.Theimplicationsofthefindingsareprovidedinthelatterpartofthisstudy.
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INTRodUCTIoN

Mobilemoney(MM),alsoreferredtoasbranchlessbanking,isabankingandpaymenttoolthat
usesportabledevices toallowindividuals toaccessandcomplete financial transactions,suchas
fundstransfersandpaymentofutilitybills.Inlightoftheexponentialgrowthofcellphonecoverage
andusage(Gichuki&Mulu-Mutuku,2018),MMservicesareseenasalikelysolutiontofinancial
exclusionon theAfricancontinent(Tchouassi,2012), including inGhana. Increasingcellphone
diffusioninGhanahasledtoaremarkablegrowthintheadoptionandusageofMMservices.For
example,in2015,therewere13.1millionusersofMMservices;by2017,thisfigurehadjumpedto
23.95million—agrowthrateofmorethan83%intwoyears(www.bog.gov.gh).However,whilethis
increaseintheusageofMMserviceslookspromising,thetotalpopulationinGhanaaccessingand
usingtheMMservicesnowstandsatabout50%.Theremaining50%oftheGhanaianpopulationis
stilloutsidetheMMservicesnet;therefore,theindustry,regulatorsandacademicsneedtodetermine
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howtoincreaseMMusageandfinancialinclusionfortheremotelylocatedandpreviouslyunbanked
segmentofthepopulation.

Onlinetransactionsareassociatedwithcustomerconcernsaboutconsumertrustandperceptions
ofrisklinkedtoremotelyexecutedpaymentservicessuchasMM(PWC,2016).Priorresearchers(e.g.,
Yangetal.,2015;Ratnasingametal.,2005)haveconsideredthefactors‘trust’and‘risk’ascentral
totheadoptionanduseofelectronicpaymentsystemsandelectroniccommerce.Someresearchers
(e.g.,Imetal.,2008)havealsonotedthatthetechnologyadoptionandusageliteraturehasoften
neglectedtheroleofperceivedriskintechnologyuse,andthereisaneedtofurtherinvestigatethis
issueinrelationtoMMuse.ThefewexistingstudiesinGhanatreatedtrustandriskasunidimensional
constructs(seeforexampleTobbin&Kuwornu,2011),buttheexistingliterature(e.g.,Balletal.,
2016)arguedthat,trustandriskshouldbeconsideredasmultidimensionalconstructs.Moreover,
theassociationbetweenriskandtrustissuesandMMserviceuseintentinGhanahasrarelybeen
examined.Againstthisbackdrop,thisstudyfirstcontributestotheexistingliteratureonMMuseintent
inadevelopingcountrycontextbytreatingtrustandriskasmultidimensionalconstructs.Second,it
examineshowperceivedriskinfluencestheconsumer’sintenttouseMMservices.Third,itexplores
economy-basedtrustandintenttousetheMMservicenexus.Fourth,itexaminestrustintheMM
serviceproviderandintenttoengageinaMMservicerelationship.

Therestofthepaperisorganizedasfollows.Afterareviewofthetheoreticalbackgroundand
existingliterature,theresearchmodelandstudyhypothesesareelaborated,followedbyanaccount
of samplingdesign,measures, descriptive statistics,modelmeasurement and structural equation
modelling.Thepaperconcludeswithimplications,limitationsanddirectionsforfutureresearch.

THEoRETICAL BACKGRoUNd ANd LITERATURE REVIEw

MM Services
MMinvolvestheuseofmobilephonestoaccessfinancialservicesremotelythathavetypicallybeen
providedoveracounter(Mothobi&Grzybowski,2017).MMserviceslargelyincludetransfersand
payments.MMisalsoreferredtoascellphonebanking,over-the-counterbanking,agentbanking
andbranchlessbanking(Dinizetal.,2012).

Theweaknessesoftraditionalandotherelectronicbankingchannels(ATMsandonlinebanking)
infulfillingcustomers’financialneedsandrequirementsduetolimitedavailability,weekinternet
connectivityandotheraccessissuesmaybethereasonfortheincreasingpopularityofMMservices.

MMservicesareanovelwayofaccessingandconductinglow-costfinancialtransactions.Unlike
otherdigitalbankingchannels,MMservicesoperateattheintersectionoffinanceandtelecomand
involveadiversesetofstakeholderswithcompetingplayersfromvariousfields(Donovan,2012).
Amongthesestakeholdersoractors,MMagents(individualsorfirmswhooperatemobilemoney
services)areatthefrontlineofMMservicedeploymentandplayadecisiveroleinthesuccessof
MMservicesinGhanaandelsewhere.

Trust and Risk in digital Services
Itiswidelybelieved(e.g.,Safeenaetal.,2018)that‘trust’and‘risk’occupysignificantpositions
in e-business services (including e-commerce). This is perhaps because of the uncertainty and
riskinvolvedinonlinetransactionsconductedremotelyusingportabledevices,whichareproneto
hacking,lossandmisuse(Shaikhetal.,2018).Trustreflectsawillingnesstobevulnerablebasedon
thepositiveexpectationofanotherparty’sfuturebehaviour(Kimetal.,2018).WithregardtoMM
servicesinadevelopingcountry,trustreferstotheconsumer’sbeliefthatMMserviceswillbecost-
andtime-effectiveandthatserviceproviderswillsafeguardtheirclients’moneyandinformation.As
athird-partyprovider,suchasanagent,normallydeliversMMservices,theroleoftrustinconsumer
intenttouseMMservicesrelatesdirectlytothecustomer’strustinthatagent.
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